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INTISARI

Penelitian ini bermaksud untuk mengkaji bagaimana kepercayaan dan
kualitas website mempengaruhi kebahagiaan dan minat pelanggan untuk
melakukan pembelian berulang pada aplikasi Shopee. Responden dalam penelitian
ini adalah masyarakat yang sudah berusia 17 tahun dan pernah berbelanja minal 3
kali dalam kurun waktu 3 bulan terakhir.

Jenis penelitian ini adalah kuantitatif dengan menggunakan data primer.
Penelitian ini menggunakan sampel sebanyak 200 responden yang ditentukan
dengan teknik pengambilan sampel menggunakan teknik non probability sampling
dengan metode purposive sampling, dan kemudian penyebaran kuesioner
menggunakan google form. Alat analisis yang digunakan pada penelitian ini adalah
AMOS.

Berdasarkan penelitian dapat diperoleh bahwa terdapat pengaruh positif dan
signifikan antara kualitas website terhadap kepuasan pelanggan, kepercayaan
terhadap kepuasan pelanggan, kepuasan pelanggan terhadap minat beli ulang. Serta
variabel kepuasan pelanggan mampu memediasi hubungan antara kualitas website
terhadap minat beli ulang dan variabel kepuasan pelanggan mampu memediasi
hubungan antara kepercayaan terhadap minat beli. Namun terdaput tidah
berpengaruh positif dan signifikan antara kualitas website terhadap minat beli dan
kepercayaan terhadap minat beli.

Kata kunci: kualitas website, kepercayaan, kepuasan pelanggan, minat beli ulang,
AMOS



ABSTRACT

This study aims to analyze the effect of website quality and trust on customer
satisfaction and repurchase intention on the Shopee application. Respondents in
this study were people who were 17 years old and had shopped for mince 3 times
in the last 3 months.

Using primary data, this kind of research is quantitative. This study included
a sample of 200 participants who were chosen using a purposive selection
methodology and a non-probability sampling strategy, and who were then given
questionnaires via a Google form. AMOS was the analytical tool employed in this
investigation.

Based on the research it can be obtained that there is a positive and
significant influence between website quality on customer satisfaction, trust on
customer satisfaction, customer satisfaction on repurchase intention. As well as the
variable customer satisfaction is able to mediate the relationship between website
quality and intention to repurchase and the variable customer satisfaction is able
to mediate the relationship between trust and purchase intention. However, there is
no positive and significant effect on website quality on purchase intention and trust
on purchase intention.

Keywords: website quality, trust, incustomer satisfaction, purchase interest, AMOS
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